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PROJECT : ELARA (FORECOURT- FINAL 2012) PROJECT: ELARA - FORECOURT Pan Arab Research Center @

O < Emarat 10O s Eppco / Enoc | B @59 Adnoc

SHOPPER CODE DATA ENTRY EDITING appn ¢ CSA SR. #
IO Name Number | Name Number | Name 110Nd Number
45 Siddquel [ 1| [
Gender Height Bullt _ [Bpectacle Beard | Mustache| Ethnic Groups
TIM ]S ]T [ M F JYes]NofYes|No Yes | No |indian [Pakistani|Filipino [Expat. Arabs[ Others:
DDDEDDDBDEDEDD O O
EMIRATE ";:Z‘Iz:‘ AbuDhabi |  Dubai Sharjah Al Ain ‘é:‘:v"ai’:‘" Ajman K'::ism':i'h Fujairah
. X O O O || O O ]
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
97218] ols | ol» o) ol | ol® /42011437
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday [ Sunday] Monday ] Tuesday [Wednesday] Thursday [ Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
vist T O O vt | O O 0O O | O =]
1. APPROACH :Adaaal) am\ [ R |
Scores Critical Areas Loyt Lol Jldil
YES X i PP .

1. Was signage visible from distance of 500 5500 s e g ddisedall cilS ds
meters and well maintained? Can be Nno [ ¥ 4 bid L juas (S T Iy dlaas
included only in first run na [ . ¥ S Rl sl

yes [] = ‘
2. Were lights working and in good no [ N G b Ay a5 Jand sl paYl S Ja 2
2 ” el - ” 2
condition at the approach? N S CON PRI )
NA BY
ves [0 w ‘
| 3. Were the lights working and in good Nno [ ¥ G hun gy Jaad el pa¥l S da 3 5
condition at the forecourt area? N £ 48 5l) Aues Adlaia
NA B
YES B[
4 4 lll\ér;i filling area / forecourt clean and NO D y € ya s At eLidl [Aal ibieculS Ja 414
na O ,,Tf
YyEs )
5|5 Werethe driveway and forecourt free of N 7] g o s adgl ededibiog okl S ds 5 2
potholes and well maintained? v fua (S Alaay gall
7N
2. GREETINGS s A sl 2
Scores Critical Areas Lpaibasll) ¥ Laall Ll
YEs [0 ‘
5| 6 Was there any delay in approaching Nno B N alagall Bl 3 el gl s S a6 5
customers at the fuel pump y a8l dsuzaa aie LN e
NA [T g
5|7 Didthe staff approach the driver side of ~ YES B =~ L e AS ) (e bagall 8 a7 5
the vehicle? Nno O Yy el
+ 1 +
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Scores Critical Areas Lpala) ¥l Lalai
8. Were you greeted in a friendly manner ~ YES [] s sl Loy di a5 8
(pleasant feeling)? NO N $ (z s
5| If no, please describe behavior: Was it O da rib el sl a8 "L‘J' 3N 5
arrogant, without any expression, normal wgale uladll e JA ¢ 5all caaly
etc.... ¢.&
ponmal b olid o I’cdfreek S
YES []
4|9 Didthey request customers to quit No [J N oo gl GG e Gsilagall il a9 4
smoking? N €odalf
NA [ ap
YES [] w
5| 10. Did the staff thank you as you were NO g A3 S Lay ol Sy il all Gl Ja 10 5
leaving? y TSl
NA [ s
3. APPEARANCE AND BEHAVIOR OF STAFF (ol gall Solug jgha 3
Scores Critical Areas EETRIW | LA PN Las
5| 11. Was the filling staff presentable and well  YES [ pai Y 258 5l At ol ga jedie IS b 11 5
groomed? No [ N anl/la ya s
YES axd
4| 12. Was he able to communicate with no [J y & deal sl e 1508 Cala gl oS JA 12 4
customer? N o5l
NA [ s
5| 13 Was the attendant wearing visible YES B e Ay (o3 alasall IS s 13
) 5
nametag? No [ y Sz 3ot 93 dand
YES i
6| 14. Was staff courteous / friendly? B felahal fopssay osibhgall S o 14 16
No [ ¥
4. SERVICE sdaadll 4
Scores Critical Areas TOIN (LAY POR ) hlal)
YES []
2| 15. Did he follow the instructions on the no [ ¥ Ay o 83 o sall ilaalell Cils sl 185 s 15 5
Rahal (Fuel Card)? N $ (2580 eda Aiay) s,
NA
g| 16 Did he confirm and repeat amount and ~ YES B S5 adll e B As e bl S s 16 6
type of fuel? No [] y felasbina e lld
g| 17- Did he fuel as per customer’s instructions YES pd - Ol Sladlad con AN e BB Ja 17 6
- Dhs? No [ ¥ $ 0
5| 8. Did he offer to clean windscreen YES [J a5 o e Bkl zla )y cadaiiclle mge Ja 18 5
voluntarily? (front & back) NO y R (P EN PRPIEA Y W
YES ] o . .
5] 19. Were you charged the correct amount? No [] y lannio 428 ¢lia (Il Al il Ja 19 |5
YES v
JSG At abiall salels Caly gl L8
6{ 20. Were you given correct change? No [ ¥ ? el faall Balely }d(, eli 2 .20 6
y Yrunaa
NA [T L.
2
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Scores Critical Areas Aouball) a¥lgall Jaladls
LR ) e e glaa duf Cals goll Wl 28 Ja 2
21. Did he provide information about any YEs [1 U‘Uﬂ = )SM -, 5] L O 1
promotions at Service Station? (only in L E T i
case of active promotion) require NO |:] ¥ (Juadfpits 9‘J° & )
comment when marked ‘Yes' o sill oo " LY <l 1)
b
NA X i
5. REST ROOMS (s feu ) Al s L5
Scores Critical Areas Tacdadlt ciflaalt k@ﬂ\
ves [ w8
22a. Were they adequately stocked with all ?'; Ay gl e Jlaal) aueny 3 jeae S o 223
necessary supplies such as soap? NO B Sogball Jia
0 Soeap NA O sy E
¥
ves [
22b. Were they adequately stocked with all ?’: gl e Sliaall arany 8 e S Ja 22D
3 necessary‘supplies such as toilet tissue? NO cull il (599 Jie
Nodolel-hccue WA [ sy
22c. Were they adequately stocked with all ves 1 prd s pall e Sliuall gaans 8 jene <ilS Ja.22¢
necessary supplies such as paper towels? NO D ¥ 248 ) ol idlial) Jia
(paper towels are not required where fully Claiae 555 die Ayglha e A48 ) ol Cadliall)
operational hand dryers exist) NA B sk (91
; Thadas Julad) calg
23a. Were sinks clean? require comment when YES [Z] p o gl ,jy,. ‘i&\.:.}!\ wlsﬁ .23a
marked ‘No’ o O ¥ & A Al =S
na [ iy
s Sadday L) yall Cils
23b. Were mirrors clean? require comment ves Xl px il g aé’\::;] ulsﬁ -23b
when marked ‘No’ no OO v et el Al s
A [ iy
; eaala sy Cilidae CuilS
23c. Were hand dryers clean? require comment YES m e ol ’ “5,,’;, :l_\.\.{\ wgﬁ 23¢
3 when marked ‘No’ o O ¥ gra sl 2 Al s
A [ sy
: aadal ) giball Sl S
23d. Were dispensers clean? require comment YES m pr . _\“ ol N \;\1\ fuksﬁ -23d
when marked ‘No’ Nno OO v gl e YT AR <R
na [ ssuy
ves Xl
23e. Were toilets and urinals clean? no [ b gyl Joall A€l il Ja 23e
na [ sssy
X RN PINPATIER:
2 24a. Were doors clean?require comment when YES X ) s E\J . ‘é‘\h 24a
marked ‘No’ no [0 ¥ gl 2 M Y S )
NA [ sbiy
ves Kl s
24b. Were walls clean? no O ¥ fagydal sl CulS Ja 24b
wa O sy
YES o
24c. Were ceiling clean? NO D ¥ feadas canall NS Jda 24C
na [ sy
ves R
24d. Were vents clean? no O ¥ eadas MLl S s 24d
na [ sbiy
3
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Scores Critical Areas Agula¥) el Liad
; $A8LT a3 s
24e. Were floors clean? YES D e 2 gall ] ";""Ui‘yrf 'tsdt':|24e
requjre comment when marked ‘No’ NO ¥ s P SN
Ao on-bhe Ploov nva [ sy
YES o
24f. Were baseboards clean? Nno [ ¥ faiks saclall & 5l lailall 1,50 calS Ja |, 24f
NA [ gy y
YES s
249. Were grout clean? Nno [ v Sl LU S s 24g
NvA O sy
YES pxd
25a. Were trash containers clean? Nno [ ¥ FAglas Aol il s cilS Ja 254
p NA [ skyy 5
YES B
25b. Were trash containers not overflowing? NO D b faild e dalaill cily s il o 25p
NA [ sy
YES X] i A )
2 26. Was the restroom smelling clean & fresh NO D v «;' Q) Adiada g diglas plealt 4a ) S Ja .26 5
(without any offensive odor)? Hplandt B dgy S da41,
NA [ 3y
~ s JSEy Jasd aleall 3 Ol gl aaes 2lS Ja 27
27. Were all the facilities inside the restroom in YES pu e e 3 2
good working condition? . N T
2 require comment when marked ‘No’ no [ ¥ sl o YT Ay s 1 | 2
NA [ sbuy
YES i (3) —arkai danall AelE 5 ise NS Ja
28. Was the Mosque premises clean? E D i ( )~ }j\ ) ";:Zuimjls ‘:}T 28
2 require comment when marked ‘No’ NO D ¥ &= e T : 2
NA B sy
Comments: sCiBaasiall ] aalanly
FOR OFFICE USE ONLY 188 Cugalt aladiuy
Unasal) LAY [N oY1 o) . -
Y : Eval : s paiilt
% | ACTUAL SCORE| maXimum | Evaluation
Approach Aanal i 2280 /e ) JEYY | 1
Greetings and Initial Checks WV Sl cam 5 | 2
Appearance and Behavior of Staff Cuibhgall sl s gelas |3
Service aaaall 4
Cleanliness - Restroom and Mosque Al y Clalaall — dsllilt | 5
TOTAL E.saaall
4 +
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